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Local governments play a crucial role in facilitating the economic activities and 
developments of a region.  As instrument of national development, they are seen to be 
more responsive to the local environments and are capable of directly influent the regional 
and urban development.  Essentially, they have involved in numerous decision makings 
with regards to the provision of local public goods and services.  It is important that the 
provision of local public goods not only be done efficiently, but also it should give 
opportunity to local citizens to participate in the decision making process.  Besides, local 
population sees the role of the local governments as their front liner in delivering local 
public goods and services.  However, the question that ensues is to what extent this role 
has been executed efficiently and effectively and to what extent local citizens are satisfied 
with the provision of public goods and services.  Although government professionals are 
uniquely qualified to assess service quality, citizen perspectives or what citizens want from 
the local council with respect to the provision of local public goods and services, is 
imperative in determining the outcome of a decision making.  Thus, the purpose of this 
paper is to explore the relationship between the provision of local public goods and 
services and the extent of citizen satisfaction with the local public goods and services 
provided by local authorities in Malaysia.  The district of Sik in the state of Kedah Darul 
Aman, Malaysia is chosen as a case study. The primary data are gathered using a survey 
instrument. The results of this study will give indication on the performance of service 
delivery by the local authorities in Kedah. The main findings will also give new information 
regarding the level of citizen satisfaction in terms of the structure of local public finance.     
 
Field of Research: Local Public Goods, Citizen Satisfaction, Local Governments 
 
1.   Introduction  
 
At local level, local governments as one of the levels of government played a crucial role in 
providing public goods and services that are specific to the localities.  In Malaysia, the local 
governments are categorized into three groups, namely, city council for city centres, municipality for 
large towns and district council for small urban centres.  At present, there are a total of ninety- nine 
local governments in Peninsular Malaysia comprising of eight city councils, thirty-four municipal 
councils and fifty-seven district councils.  They are formed and regulated by the respective state 
legislation and subordinate to the respective state governments.  The Local Government Act of 
1976 provides local authorities in Malaysia with a very comprehensive set of functions and 
responsibilities.   
 
The major function of the local governments is to provide public goods and services that are specific 
to the localities.  Local public services that are undertaken by them on behalf of the respective state 
governments include both mandatory and discretionary functions.  
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The mandatory functions include all critical functions such as refuse collection, maintenance of 
minor drainage, sewerage treatment, road maintenance, street lighting and activities pertaining to 
public health.Discretionary functions include all development function such as providing amenities, 
recreational parks, housing and commercial activities, markets, sports facilities and community 
centres.  The sources of revenue for local governments mainly come from the federal grant and also 
from state specific grants that include road maintenance grant, economic development grant and 
property tax. 
 
As instrument of national development, local governments are seen to be more responsive to the 
local environments and are capable of directly influent the regional and urban 
development.  Essentially, they have involved in numerous decision makings with regards to the 
provision of local public goods and services.  It is important that the provision of local public goods 
and services not only be done efficiently, but also it should give opportunity to local citizens to 
participate in the decision making process.  Besides, local population sees the role of the local 
governments as their front liner in delivering local public goods and services.  However, the 
question that ensues is to what extent this role has been executed efficiently and effectively and to 
what extent local citizens are satisfied with the provision of public goods and services. 
 
Recently the Housing and Local Government Ministry of Malaysia has announced a new approach 
to start assessing all one hundred and forty-four local authorities in the country and rate them. 
Those with excellent services will get five stars and those with the lowest points will get one star.  
Although government professionals are uniquely qualified to assess service quality, citizens’ 
perspectives or what citizens want from the local authorities with respect to the provision of local 
public goods and services, is imperative in determining the outcome of a decision making.  Thus, 
the purpose of this paper is to explore the relationship between the provision of local public goods 
and services and the extent of citizen satisfaction with the local public goods and services provided 
by local authorities in Malaysia.  The district of Sik in the state of Kedah Darul Aman, Malaysia is 
chosen as a case study. 
 
2.  Literature Review  
 
Local governments need to understand the mechanism by which local taxes and expenditure affect 
the regional development. There have been several studies that examined the relationship between 
local spending, taxes and regional developments.  Sung Tai Kim (1997) examined the role of local 
public sector in regional economic growth in Korea.  The findings of the study show that local taxes 
and non-tax revenues have a significant negative effect on regional economic growth while local 
government investment and consumption have a significant and greater positive effect.  In terms of 
net effect, the local public sector explained 14.5 per cent of regional economic growth.  As implied 
from the study, the contribution of Korea’s local governments to economic growth has been very 
significant, thus, the author suggested that the role of local governments in Korea must be 
enhanced. 
 
Ian Preston and Michael Ridge (1995) utilized the British Social Attitudes Survey (BSAS) in their 
study of the demand for local public spending. The British Social Attitudes Survey is a UK-wide 
survey that provides a rich source of information on individual attitudes to a variety of topics 
including locally provided service. In this paper the authors seek to model answers to questions on 
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attitudes to local authority spending which invite the expression of a private demand for local public 
spending. A convincing picture has emerged of locally provided public goods as imperfectly 
congested public goods, with a price elastic and probably income inelastic demand. They also find 
support for the view that central government grants may induce voter confusion over tax prices of 
public services. 
 
There are many ways citizens can participate in local decision making. Advocates of citizen surveys 
assert that the idea of surveying citizens is not contrary to representative democracy where elected 
representatives bring citizens into the decision-making process. The assumption behind citizen 
satisfaction surveying is that citizens can evaluate service quality even if they have had no direct 
contact with the service provider. In a recent study, Swindell and Kelly (2000) explore the linkages 
between citizen satisfaction data and performance measures. They analyzed citizen ratings of 
performance quality on seven categories of local government service delivery (police service, fire 
and emergency medical services, road maintenance, refuse services, street lighting, parks and 
recreation services, and libraries) in 13 local governments. Despite some problems exist with both 
performance measurement and citizen satisfaction survey, their findings suggest that citizen 
satisfaction survey remain the primary tools of service quality evaluation at local level. 
 
Safiek Mokhlis et al. (2011), examine the quality of municipal services provided by local government 
in southern Thailand. They used SERVQUAL instrument to measure citizen perceptions of 
municipal service quality. The study had identified five quality dimensions that determine citizen 
satisfaction. The findings indicate that four service quality dimensions, namely tangibility, empathy, 
assurance and responsiveness significantly predicted citizen satisfaction. 
 
A study by Eboli and Mazzulla (2009) provide a tool for measuring the overall transit service quality, 
taking into account user judgments about different service aspects.  The authors proposed an index 
based on customer perspective for evaluating transit service quality.  The index allows service 
quality to be monitored, the causes generating customer satisfaction/dissatisfaction to be identified, 
and the strategies for improving the service quality to be defined. 
3.  Methodology 
3.1.   Data 
 
The state of Kedah Darul Aman has a total of eleven local governments comprising of 1 city council, 
3 municipal councils and 7 district councils. For the purpose of this study, the cluster sampling 
technique is used to select the municipalities in the Kedah state. The chosen district is the district of 
Sik. Then, a random sample of 150 residential households living in this jurisdiction was chosen as 
respondents.  
  
The primary data are collected using a survey instrument.  To obtain a better understanding of what 
the citizens want from local council, citizen satisfaction survey was utilized as an instrument to 
measure citizen satisfaction.  Survey of citizen satisfaction is an important technique to obtain the 
feedback from the public regarding the provision of public goods and services by local 
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authorities.  The information on local public goods and services provided by Sik District Council that 
were collected include information on public facilities such as public toilets, parks and recreation, 
sports facilities and community centres; refuse collection; and looking after the local 
environment.  The survey was conducted from 1 June to 30 June, 2013.  The questionnaires were 
distributed to all selected respondents throughout the district of Sik.  The respondents were given 
specific period to complete the form and return the completed questionnaire to the researcher.    
3.2   Measuring Citizen Satisfaction 
 
The methodology adopted in measuring citizen satisfaction is based on Customer Satisfaction Index 
(CSI).  CSI represents a measure of service quality on the basis of the user/consumer perceptions 
on service aspects expressed in terms of importance rates, compared with user/consumer 
expectations expressed in terms of satisfaction rates. 
CSI is calculated by means of the satisfaction rates expressed by users, weighted on the basis of 
the importance rates, according to the following formula: 
 
 
     =  ∑ (  ̅     )
 
                                                       (1)                
            
in which 
 
  ̅  is the mean of the satisfaction rates expressed by users on the service quality i attribute 
   (importance weight) is a weight of the i attribute, calculated on the basis of the importance rates 
expressed by users. Specifically, is the ratio between the mean of the importance rates expressed 
by users on the i attribute and the sum of the average importance rates of all the service quality 
attributes:        
  ̅
∑   ̅
 
   
 
 
CSI represents a good measure of overall satisfaction because it summarizes the judgments 
expressed by local citizens about various service attributes in a single score.  
 
4.  Analysis of Results and Discussion 
4.1.   Profile of the Respondents 
 
Statistical analysis was carried out based on the questionnaire responses.  The response rate for 
this citizen satisfaction survey is 70 percent.  As seen in Table 1 below, although the population is 
evenly spread between male and female, female respondents constitute 65 percent of the total 
respondent.  Most of the respondents are in the age range of 25-34 years (29%), age range of 35-
44 years (22%) and age range of 45-54 years (29%).  The majority of the respondents are married 
(80%) and respondents that are single constitute 17 percent.  In term of educational level, majority 
of the respondent have their first degree, which is 48 respondent or 46 percent.  However, 37 
percent have STPM or less level of education.  About 65 percent of the sample belongs to a lower-
middle class of family income and about 20 percent to a middle-upper class of family.  A total of 16 
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respondent or 15 percent received monthly family income of RM3000 or less.  In terms of ethnic 
group, the majority of the respondents are Malay (75%).  Chinese and Indians constitute 15 percent 
and 10 percent, respectively.       
 
The majority of the employed respondents their workplace is located within the district of Sik itself 
(73%). Only about 20 percent of the total respondent, their workplace are in other different 
communities.  Most of the respondents have living in the area of district of Sik community for more 
than ten years (60%).  Meanwhile, 20 percent of the respondents living in the district of Sik between 
one to five years, and 14 percent of the respondents living in the area between six to ten years.  In 
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Table 1 Socio-Economic Characteristics of the Respondents 

































Family income level RM3000 or less 
RM3001 to RM10,000 
















Location of workplace In the Community 







Length of years living in the 
community 
One year or less 
1-5 years 
6-10 years 









          
        Source: Survey questionnaire 
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(69%).  The percentage of respondents that rent or lease a house is 31 percent of the whole 
sample.   
 
4.2. Analysis of District of Sik Citizen Satisfaction Survey 
 
The citizen satisfaction survey was conducted in June of 2013. The survey focuses on twenty-three 
broad areas of local public goods and services that were provided by local authority of the district of 
Sik. The results of the citizen satisfaction survey are shown in Table 2.  
 
In general, the survey results show that the residents of the district of Sik are moderately satisfied 
with the delivery of public goods and services by local authority. The score for the standard CSI 
index is 5.68. The three areas residents expressed a strong level of satisfaction with the services 
they received from Sik District Council are: Looking after the local environment; Utility services; and 
how local council dealing with the Public. The satisfaction score recorded were 6.74, 6.31, and 6.08 
respectively. The services that were provided for looking after the local environment includes 
keeping roads clear of litter provide public conveniences and environmental health; and garbage 
collection. With regards to how local council deals with the public, questions asked to the 
respondents are about on how local council handling of complaints and answering of telephone and 
letters. In terms of performance, survey results indicate that the district of Sik has achieved a good 
progress in these three areas of service delivery. 
 
Other areas that respondents give moderate marks are management of local council; local library 
and local government programme. The satisfaction score recorded were 6.14, 5.74 and 5.72, 
respectively. Basically residents were satisfied with the management of local council. They 
expressed favorable opinions when asked about the trustworthy of leaders in local government, 
they perceived that the local council is well-managed and employees working in local council are 
well-trained. With regards to how the local council spent the money, the satisfaction score for this 
attribute was 5.8.  With respect to the local library, the attributes with an average satisfaction score 
higher than 5.4 were the conveniences of library hours of service, adequacy of resources to meet 
local citizen needs and the location.  However, the availability of computers for public use recorded 
a lower satisfaction score, that is, 5.26.  The local government programmes the Sik residents 
received was street maintenance, tree maintenance and replacement; and community centres. 
However, not all services delivered achieved successful performance. Some services did not meet 
the expectation of the respondents in term of quality of services. Survey results show that at least 
six areas of local public goods and services recorded negative performance. These include 
community events; and local parks and recreation facilities and programs.   Furthermore, survey 
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Table 2 Citizen Satisfaction Index (CSI) for the Local Public Goods and Services Provided by Local 
Government (District of Sik) 
 

















6.743 6.52 0.34 
 
0.84 
2 The transportation infrastructure 
in your community 
6.55 0.047 
 




3 Utility services 6.31 0.045 
 
6.31 6.31 0.28 0.63 








5 Local law enforcement 6.44 0.046 
 




6 Local property taxes 6.18 0.044 
 




7 Management of local council 5.79 0.041 
 
6.138 5.94 0.25 
 
0.26 
8 Community events 6.73 0.048 
 
5.400 5.40 0.26 
 
-0.28 








10 The diversity of the people who 
live in your community 
6.69 0.048 
 




11 Local parks and recreation 
facilities and programs 
5.86 0.042 
 




12 Local library 6.02 0.043 
 




13 Service value and quality of life 
in your community 
6.43 0.046 
 












15 Communication and public 
















17 The local council’s website 5.58 0.040 
 




18 An ideal community 4.94 0.035 
 
4.94 4.94 0.17 
 
-0.74 
19 The likeliness taking each action 6.07 0.043 
 




20 About your community 5.21 0.037 
 




21 Local government programmes 5.97 0.042 
 




22 How much priority the local 
government should place on 
funding the service in the face of 
potential budgetary shortfalls 
5.78 0.041 
 




23 The budgetary actions you 
would support for each service 
5.48 0.039 5.257 5.35 0.20 -0.33 
                              Standard CSI Index                                           5.68  
Source: Author Citizen Satisfaction Survey  
 
local council policy development and decision making; and communicating information to the public 
about local government issues.   
5.   Conclusions 
 
In this paper, we examine the role of local governments in providing local public goods and services 
to the citizens. The study focuses from the citizens’ perspective to see how the local people assess 
the public goods and services provided by local authorities in Malaysia.  The district of Sik in the 
state of Kedah Darul Aman, Malaysia is utilized as a case study. To explore the relationship 
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between the provision of local public goods and services and the extent of citizen satisfaction, 
citizen satisfaction survey was utilized as an instrument to measure citizen satisfaction with respect 
to the provision of local public goods and services.  
 
The analysis of the study indicates some significant findings. Overall, the district of Sik performed 
successfully in areas of looking after the local environment; Utility services; and how the local 
council dealing with the public.  Residents rated Sik district highly as a safe place to live, and their 
satisfaction with the district as a place to live with a score of 6.57.  The results of the study also 
indicate that there are areas of concern that needs improvement in the provision of local public and 
services. 
 
These findings imply that although generally residents were satisfied with the performance of the 
Sik District Council, there remains some areas where residents expressed low levels of satisfaction.  
It is recommended that for those service quality that had been identified as below average level of 
citizen satisfaction, local council should put efforts to improve the service quality and optimize 
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